SECTION 1lI: TRAINING/CHECKOUT PROCEDURES

Overview

Vendors are essential to the success of the Mis®dC program in
improving the nutrition and health status of womafants and children.
The Vendor’s role in the program is to provide Wi@tomers with only
those foods issued on the WIC checks (as specifiedh the WIC
approved food list, in the specified quantity, lirasize and type. This
serves to provide participants with the specifitrieats they need and
reinforces the nutrition education they have reegivA copy of th&VIC
Procedures for Cashieris located in Appendix B. Vendors may make
copies as needed.

3.1 Vendor Training

Annual
Training
Policy

New Vendor
Training

Mandatory
Training

On-Line Vendor
Training Modules
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By signing thewWIC Vendor Agreemen¥endors agree to accept training
and instruction annually on the WIC program fribra Department or its
designee. At least one (1) representative oVéredor staff must
participate in training annually. Training may lune, but is not limited
to: all initial evaluations for newIC Vendor Agreementequired
Vendor training, follow-up of compliance-buy purskea that do not result
in disqualification, any noncompliance with the \den Agreement;
monitoring visits or audits, satellite broadcatped presentations,
website tutorials and educational buys.

Every Vendor applicant must attend a new Vendanitrg session that
may be held in Jeffersddity or at one of the WIC district offices before a
newWIC Vendor Agreementill be issued. Training sessions will be
scheduled at the most convenient location for thgnty of the

attendees.

Vendors are required to attend mandatory trairfitigely have a second
occurrence of a Class “B”, “C” or “D” Violation, drave failed to submit
the required corrective action plan for a Class,“B” or “D” Violation.

All mandatory training sessions will be held at bepartment’s Jefferson
City office. Vendors failing to attend the requirgession will receive
further sanctions up to disqualification from thegram and/or a CMP.

On the WIC Vendor website there are two (2) welkelasaining
modules available for vendors to use to train thtgre personnel. The
first is the WIC Program Cashier Training Manual&d store cashiers.
The second is the WIC Check Processing Trainingudbfor training
back office staff who prepares the store’s bankodiép. The website
address is: http://www.dhss.mo.gov/wic.html.
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3.2 Employee Training

Policy By signing theWIC Vendor Agreemen¥endors agree to be accountable
for all actions of employees involved in the WI@rtsaction, and the
handling of WIC checks.

Specifically, it is the responsibility of the starenager to ensure all
employees handling WIC transactions (stocking, \&t&ck redemption
and bookkeeping) are properly trained on prograguirements.

Documentation It is strongly recommended that Vendors keep docuatien of training
for each employee trained to handle WIC transastioh copy of the
Vendor Training DocumentatiofyIC-22) form used by the Department
to document training sessions is in Appendix CisTorm may be copied
and used by Vendors as documentation for each gewploained.

3.3 Management Information for Cashier Training Preparation

WIC Checks WIC checks are issued to participants for up to @amonths at a time.
They contain a prescription for those supplemeiotads specifically
intended for the participant. WIC customers mag their checks at any
authorized WIC Vendor in Missouri.

There are two (2) colors of checks, green for ae-tomputer-printed
checks and maroon for off-line computer-printedagise All Vendors
shall accept both colors of checks as valid payrferthe WIC
transaction.

On-line computer printed chechkse generated by a centralized
computer system and printed by the local WIC prewid

Off-line computer printed checkse generally used in emergencies,
when the communication line to the centralized cot@psystem is not
available. Information is printed by a securedld&/IC provider
computer on a different color check. The chedk different color to
help the local WIC provider with check inventoryntm| and
accountability. The WIC Vendor must accept andcess these
checks in the same manner as the more commonkgdssuline
(green) checks.
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Instructions for Proper Completion of WIC Checks atthe Store

Sample WIC Check is on the following page.

1. VENDOR STAMP — This is where you will stamp your Vendor ID eally —in black ink
only.

2. SIGNATURE - The patrticipant/proxy signature must be obtaheze (black or blue ink
preferred).

3. MUST NOT EXCEED - This is the maximum amount that will be paidhms WIC program.

4. PAY EXACTLY - The cashier will fill in the purchase amounteh@lack or blue ink
preferred). This amount will be edited against'MeIST NOT EXCEED” amount shown in
the box above. An amount shown as redeemed ghartamount will be rejected by the
banking system. There must be no alteration scatimount other than a single strikethrough
and the correct amount written in above the wrangumnt along with the cashier’s initials.
(Refer to Section 4 of this manual for informatmnhow to request reimbursement of a WIC
check that exceeds the maximum amount).

5. FIRST-DATE-TO-USE — The date that the check is redeemed must beaiteothis date.
There must be no alteration to this date.

6. DATE USED- As cashiers enter this date, (black or blugnelerred) they must check to
make sure it is on or after the “FIRST-DATE-TO-USBbove) and that it is before or on the
“LAST-DATE-TO-USE” (below). There are only thir(30) days to use the checks between
the first-date-of-use and the last-date-of-us@é#oticipants to use these checks.

7. LAST-DATE-TO-USE - This is the last date that the participant th@nized to redeem this
WIC check. The check must be deposited within tywéme (25) days of this date or the WIC
check will be returned to the Vendor as “Late Dé&ho3here must be no alteration to this
date.

8. LOCAL AGENCY-ISSUER - The Local Agency/lIssuer identification infornagtimust be
present in these blocks.

9. FOOD PRESCRIPTION - There must be no obvious alteration to thesasiter quantities.
Special infant formulas may be printed or handtemiif the food prescription is prefaced by
the typed letterSF. For example, Human Milk Fortifier would be Skirfed or hand written

item).
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Participant TheWIC Participant Identification Foldemust be presented to the cashier
Identification when WIC checks are presented. If the caslues diot see the folder,
Folder he/she should politely ask the WIC customénefy have it with them.

If the WIC customer does not have the folder whibn, the transaction
cannot be completed. Give the WIC checks backadNIC customer
and refer them to the local WIC provider.

NO PARTICIPANT IDENTIFICATION FOLDER = NO
REDEMPTION.

The person presenting the WIC checks for redemptiost be authorized
to do so. Signatures of those persons authorzegedeem WIC checks
will appear on th&VIC Participant Identification Folder Each folder
may have up to three (3) signatures on it. Ifgbeson presenting the
WIC checks for redemption has tWdC Participant Identification Folder
but his/her signature is not on it, the transactiannot be completed.

If the WIC Participant Identification Foldeis not signed the authorized
Vendor may ask for photo identification in the foofna Missouri
identification card or driver’s license. If therpeipant does not have
either form of photo identification, give the Wi@eck back to the WIC
customer and refer them back to the local WIC mtewi

If the participant has the photo identificationaetthe driver’s license
number or social security number and birth datéherback of the WIC

check.
Two or More When two or more WIC checks are presented formgdien, each must
WIC Checks be handled as a separate transaction, so thateasepeceipt is generated
for each.

Providing Foods By signing theNIC Vendor Agreementhe Vendor agrees to provide only

Listed on WIC WIC approved foods issued on the WIC checks irsiexified quantities.

Check The Vendor must allow the purchase of the full amai WIC food
issued on the WIC checks. The Vendor must alldw@roved foods
issued on the WIC checks and in quantities no rtiae those shown on
the WIC checks. If the customer purchases allogvédid in the
guantities allowed and the amount of the purchtabexsceeds the
maximum amount of the check, send the WIC checkisestate WIC
office with an Approval Request for Non-Paid WICeck (WIC-77)
form, the cash register receipt, and any writtgplamation needed (See
Appendix F).

Each food item presented for redemption must biéie@ito ensure it is

the correct food item. Failure to check each fibech can result in a loss
of income for the Vendor.
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No substitutions or exchanges are allowed at iamg tor any food item
prescribed on a WIC check. Do not issue rain khiecredit slips, due
bills or any other similar type billing when a fo@m$ued on a WIC check
is not available. Participants may be allowedxchange defective,
spoiled or expired WIC foods and infant formulaowver, the exchange
must be for the identical item. Refunds are niowvad.

Note: If the store is completely out of a food itemdoes not have the
entire quantity of a food item issued on the Wi@at the WIC
customer may choose not to continue the transacitberwise the
WIC customer forfeits the specific food item erlijrer forfeits the
remaining quantity. The WIC customer must be gitrenchoice.

Infant formula - If a WIC check is presented iisfiant formula and the
Vendor does not have the entire quantity issuetheWIC check, a
Partial WIC Formula Redemption For(i/IC-21) must be used (located
in Appendix H). This form is to be used only in an emergency, for
formula ONLY, if the customer cannot travel to another store or
return later.

This form is not a substitution, rain check, drstip or due bill. Because
infants are considered to be at a higher nut@tioisk, thePartial WIC
Formula Redemption Formvas developed to provide necessary infant
formula in a timely manner. This form allows WW8C customer to
redeem the WIC check for the formula the Vendordraband, without
forfeiting the remaining quantity. Excessive uséhes form will be
considered a contract violation. The Vendor mesten charge the WIC
check for infant formula not purchased.

ThePartial WIC Formula Redemption Foria located in Appendix H of
this manual. Vendors may copy this form as ne@deday request a
copy of this form by calling 800-392-8209.

All of the information needed to properly complétes form is found on

the face of the WIC check or the register receBIEFORE scanning the
foods or writing on the WIC check, be sure to fyetthat the WIC check

is valid.

a. Istoday’s date within the “FIRST-DATE-TO-USEi&“LAST-

DATE-TO-USE"?

- If not, the WIC check is not valid. Cashiers mait the WIC
customers if they have a WIC check that has theecbdates for
use today. If not, the transaction is over. GheWIC check
back to the WIC customer and refer them to thel [dd&
provider.
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b. Was the WIC check fully completed by the WIC\pder?
It is the local WIC provider’s responsibility toguerly complete
the WIC check. Specifically the “AGENCY NUMBER?”,
“CHECK NUMBER”, “MUST NOT EXCEED LIMIT”,
“‘PARTICIPANT NUMBER?”, “PARTICIPANT NAME”, “PROG
CODE”, “FOOD PKG CODE", “FIRST-DATE-TO-USE”,
“LAST-DATE-TO-USE”; as well as, the “FOOD”, “SIZEand
“ISSUED” block. All areas must be computer genedatThe
only exception to this is in the food prescriptemea of the check.
Here there may be a printed or hand written iteranrarea
designated by SF for Special Infant Formulas.
If any of this information is incomplete, the traction is over.
Give the WIC check back to the WIC customer andrrégfem
back to the local WIC provider.

c. Isthe WIC check free from alteration?
Look at the WIC check carefully to be sure it haslmeen altered
in any way. Look for items such as whiteout, add;avritten
over items, etc.
If a WIC check appears to have been altered, #res#éction is
over. Circle those areas that appear to be alteneie “refused”
and the store’s Vendor number on it. Then giveiHE check
back to the WIC customer and refer them back tdabal WIC
provider.

d. Is each food being presented issued on the \WéCk?
Cashiers may ask WIC customers to separate thé&xfddds from
all other items they are purchasing on their oWra food item is
not issued on the WIC check, it must not be addetlé WIC
transaction.

e. Is each food WIC approved, in the approved tgze, and brand?
It is strongly recommended that each cash redist@quipped
with the currenWIC Approved Food Ligb assist in this process.
Be sure to check each food, to ensure it is theispérand, type
and size approved for what is prescribed on the W€xk.

f. Are the quantities less than or equal to whadssed on the WIC
check?
WIC customers are not required to purchase aheftems issued
on the WIC check, nor are they required to takeuhejuantity of
what is issued. However, the quantity of food pased must not
exceed the amount prescribed on the WIC check.
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Scan the Foods
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Was the check over the maximum amount listed ormclieek. If
so, are the food items rung up actually approve@ Wgbd items,
and are the size and quantity of the food itemg tgmthe same as
those listed on the WIC check? If not, edit tlegaction before
finalizing.

By signing theWIC Vendor Agreemerttie Vendor agrees to:

a. Scan or ring all foods and all applicable saiegs.
WIC customers must be charged the same pricessy tlean is
charged to non-WIC customers.
Offer WIC customers the same courtesies as offierether
customers, including but not limited to, in-storemotions.

b. Deduct any coupons presented by the WIC customer

- When presented, “cents off” discount coupons masidrepted.
Simply deduct the value assigned as you would anpan for
non-WIC customers.
Note: If a Vendor’s registers are automaticallggrammed to add
tax to a coupon, the Department will reimbursetiieramount of
tax on the coupon ONLY, however, the coupon mupeapon the
receipt.

c. Total the sale without tax.
- Do not charge sales tax on any WIC transaction.
Do not have WIC customers sign a tax exemptioedett form for
any WIC transaction. The Missouri WIC program ¢ subject to
Missouri Sales and Use Tax for any WIC transaction.

d. No cash is to exchange hands.
Do not transfer cash in the form of change to tHE \dustomer.
Do not charge the WIC customer cash or creditiferfood items
covered by the WIC check.
Do not charge the WIC customer for any amount tiver
“MAXIMUM PURCHASE PRICE MUST NOT EXCEED?” limit.
Do not give the WIC customer any money back ifttital is less
than the “MAXIMUM PURCHASE PRICE MUST NOT
EXCEED” limit.
Do not allow WIC customers to exchange any WIC fofait cash
refund, merchandise or other food items. Wheretigea food
safety issue or recall for a product other thamida, exchanges
should be made whenever possible. When exchamg# is
possible, contact the Department for appropriag&uictions. If
you receive a recall notice on infant formula, eatthe
Department for appropriate instructions.
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Before the WIC customer signs the WIC check, thshiea must complete
the “DATE” (date of the sale) and “PAY EXACTLY ARIUNT”
(total on the receipt) fields.

Obtain the customer signatuaiter the cashier enters the “DATE” and
“PAY EXACTLY AMOUNT". If the WIC check is pre-sigad draw a
single line through the signature, have the custaossgn the WIC check
and verify identity with driver’s license or pictidentification. If no
identification is available do not accept the check

a. Compare the WIC customer’s signature to theasigas on th&VIC
Participant Identification Folder The name and the script must be the
same as one of the signatures onViHE Participant Identification
Folder.

1. After signing the first time, if the name is th@me but the
signature does not match, have the WIC customartegWIC
check again. Recheck the signature withWHE Participant
Identification Folderagain.

2. After signing a second time, if the signaturidsdo not matchdo
not accept the WIC check. The transaction is ovew.nbt allow
the WIC customer to leave with any of the food gen®Give the
WIC check back to the WIC customer and refer thertiné local
WIC provider.

b. The register receipt and WIC check should begalan the register or
cash drawer. Do not attach the receipt to the WH€ck. Vendors are
required to retain the register receipt for theeor Agreement period,
which is three (3) years, for audit purposes. Dbgive the receipt to
the WIC customer.*

*The WIC transaction receipts must be made availableo WIC staff
or its representatives, when requested. If receiptare retained at a
location other than the Vendor site (corporate offte or bookkeeper’'s
office), it is the responsibility of the Vendor todeliver the receipts
within one (1) hour to the WIC staff when requested

The Vendor will not be paid for any WIC checks subntted without
the WIC customer’s signature.

In preparing each check for deposit the followiteps should be
followed:

a. Review for completeness.
Check for participant signature.
Check for amount of sale.
Check for date of sale.
b. Stamp check with the four (4) digit vendor I&rsp.
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Vendor Stamp
Replacement

Vendor ID stamp is to be used with black ink. Repment stamps must
be ordered from the Department’s contracted ingndervice provider at
the Vendor’'s expense. To order a new stamp, makgwyof the form in
Appendix |, complete the form and send to the asklnedicated on the
form. Notify the Department immediately if stamps aredst or stolen.

3.4 Vendor Complaints

Policy

Procedure

Follow-Up

The Department is interested in hearing about §pguoblems, concerns
or suggestions Vendors may have with WIC transastiomcluding WIC
customers, WIC checks and local WIC providers.

A Vendor may write a letter or submit a copy o Yfendor Concern
Form (WIC-76) with any problems, concerns or suggestinthe
Department or local WIC provider (See Appendix Eendors can copy
this form as needed.

WIC participants are educated by the local WIC mterregarding WIC
approved foods and correct WIC check redemptionguores.
Complaints against WIC customers are handled biotted WIC provider
with oversight by the state. Complaints are disedswith the participants
involved and correct procedures are re-emphasi¥ékC participants may
be sanctioned and/or penalized for violations o€Vgtogram rules.
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End on Section llI: Training/Checkout Procedures
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